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The avatilabilitv of computer technoiogy andg 1
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continually declining costs has lad toc 1ts acplication 1o
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eiectronics 1n the oftice for the support of secretarial
arid  managerial stat+ has been given a numoer of tities, whe

most  common term being "oftilce automation®. The road to
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unccesstul office automation i1s paved with stumbling biocks.

User 1mpatience to acguire otfice autaomation, the lack of
wnderstanding among senior executlves, the proliferartion cf
incompatible components, and unsuccesstul pilot proiects are
same of the challenges that could confrant the Navy Finance

Cernter during the 1mplementation of oftfice autamation. Th
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purpose o+ this thesis is to define office automation and
its components, recomnend a plan to determine 1ts
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Py

=ibility &t the Navy Finance Center, and recommnend =2
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mwethodology for implementation.
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trne oftlice 1Ttselt. The concepts of ottilice automatiacn

MEW 4 1ts  tacls have beenn around tor gLl te
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new ways of Laproving productivity and increasing Sutput. A

a resuit of thesse efforts, extensive work has been gons 1o
the applicstion of automation to the basic runctions cf —ne
office snvironment, When computers were fircet introduced 1in
thez 1758 ' s they were used to automate the lavor-initens: -z
routine functions performed by the accounting and +inmanciat
uorgarizations. It scon became apparent that these computers
could also be used to manipulate data and gensrate ths
informaticn necessary to conduct business 1n today = moceEr o
comples =socletv. So began the itntormation explosion of wnz
seventies and sarly eighties.

S part of the 1nformation s:xplosion, the worlcd has been
undergolng  an unprecedsnted 1ncrease 1 the amount oY
rarrative  and  tentual information. The amount of printed
intormation 1s grawing at am exponential rato

S5ince the i1introduction of the computer for business
applicaticn the amount of textual i1nformation stored 0
comptiter s has gramatically increased. However, the gagp bet
ween digital information, accessible from a computer, aind

the total information in the world is growing larger. Cuampu-

ters have not been able to kteep up with the inforsmation
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Lo la-ion, The2 gap 1= mostly made up 0Ff Hareratlive  and
-Ltwal s Torae s, Lo1s in this area Lhat COMpuieErS o
row DECTed T b e a Jreat contribution to saciety 1000 e
tuture. Tre sajority of the work conducted ia todav = office
trsuives noorrat. o2 Ainfoarwsbiaon, instead of  the agig: -
inhrotmation that 1= ctored in computers todavy.

Onis of the Firet cstudies concerned with aottics
auliuation  was undertaken in 1775 by IBM's Data Eroces=sin..

Divisiun. It investigated the requirements for an 1NED07T AL G

Cvfium cumiunicaticons system and was to  provide T
framewcrk for the development of a protot.pe of such =
systam. Tables I1I-1, II-2, and II-2 show the- results or -he
study 1n  terms of the percentage of time spent on  eachH

=ttivity by principals (managers and professional WOr b e s,

secretarial, and clerical workers [Ref. 1: pp. 4@7-43a7

T
f

Signiticantly, ot the principals and secrstari

surveysd, the rs

Ul

ults snow approvimately S@ percent of theo:-

time  sp=nt 1N some  +orm of communication, o 1 T
preparation of information to be communtcated el i o
internally  or externally to the organization. The averaqge
time secretaries spent typing 15 37 percent, towever, this

1s  lower fuor personal secretaries and higrher +0or those  wiho
support more than one principal.

The clerical activity shows a high proportion of time,
over 39 percent h2i1ng spent on handling paper. From thic cne

can conclude that there was a need for a more efficiont Wy

LARS s 4
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TALE  Il1-1

FrINCIFAL ST I ITY SUMMAR

AcCtivities Average percent of times
Level t tLevel 2 Level = A1l

Writing

i
|
|
]
]
3
i
i

9.8 7.2 17.8 i3.45
Mall harmdling &a.1 S.0 =7 G5
Froofreading 1.8 2.5 Z.4 R
Searchiing 5.0 6.4 &. 4 5.4
Reading 8.7 7.4 b. 3 i
Filing 1.1 2.9 2.5 Z.@
Fetrieving filed information 1.8 3.7 4.3 I &
Dictating to secretary 4.9 1.7 2.3 1.9
Dictating to a machine 1.@ 2.7 8.2 D.s
Telephnone 1.8 12.3 11.32 12,3
Calculating 2.3 5.8 7.4 a.b
Contferring with secretary 2.9 2.1 1.0 1.8
Scheduled meetings 12.1 6.7 .8 7.0
Unscheduled meetings B.S 5.7, .4 Z.4
Flanning or scheduling 4.7 5.5 2.9 4. =
Trave® ing ocutside HG 13.1 b.6 2.2 6.4
Copying d.1 Q.6 i.4 v.%
Usi1ng eguipment d.1 1.3 7.9 4.4
Other 3.1 6.7 11.4 ey

10@ 100 10@ 108

Total rnumber of principals 76 123 130 325

* Level 1 represents upper management
Level 2 represents other managers and management
equivalent personnesl

Level 3 represents nonmanagerial personnel

14
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TARLE I1-2

SECREVARIAL ALTIVITY SuMMaRy

Y TP, PR T

W

Py

[

Activities Average percent o+ times
writing 3.5
Mail handling 8.1
Bulk envelope stuffing 1.4
Collating/sorting Z.6
Froofreaading .9 -
Reading 1.7 |
Typing 37.4d
Telephone 18.5
Capying or duplication 6.2
Conferring with principals 4.
Taking shorthand . 5.5 d
Filing 4.6
Fulling files 2.8 ]
Feeping calandars 2.6
Fick—-up or delivery 2.2 s
Using equipment 1.3
Other Z.0 d
169 3
Total number of secretaries 12=

a
sl
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TABLE 11-3

Clerical Activity Summary

Activitiz=s Aver age

*
#*

Fi1lling cut torms=*
Writing#*

Tvping#*
Collating/sarting»
Checking documents¥*
Reading+

Filing=#

Looking for 1nformation=+
Telephone

Copyrng or duplicating
Lalculating

Meeti1ngs

Fich-up or delivery in HU
Scrheduling or dispatching
Lising <« ter mir~l

Lt e

Total
fTutal number ot ¢lerical
personnel

Frimary paper-handling acti+i
* Secondary paper hanadling oot
(cumulative toatal - S0 W

I O O IR o S (Y Y T SR I B~ % [ 1 IR
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The term “"oftfice automation”,

ar "paperl

rised ot
in the rap

mmunlication, uvuse, storage,
intormation.” [Ret. 2@ p.
Of+1ce Automzation (henceforth

the of+ice at the turn ot the century. It

the nature

ed, as we

principal,

LVED

=wlstenc

hi]

in & variety ot R

ice has evolvea to the O gJhis

y a= thne result of sucn fact=

~+

ction specialization, =nd
novarticons. ~ll organizatians,
caommon neede, to communlc xte
Tt process iRtormation.

v

"office ot the tuturs’,

ess office” 1s

[y

communicating technoiog:e
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11 as how they are - performec.

15 €1gnificantly affecting the soci1al aspects o1

secretarial, and cleri1cat

¢ 1nmvolvies the use of five basic technologies concerncc

1in the form of numbers.
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Dl s o e A et Sldelt

-y

1ntormation 1N the form Ot wrltten woras.

- . . _ _ +3
- 1mage - 1nftormation i1n the torm Oof plctures. q
. . . - L. - . L
- fAudilo - intormation 10 the farm ot spoken words. !
K

- Communications - sharing inftformation tnrough networks.

The specific products i1nvolved 1n 0OA are briefly outlineas

below. This is not an all-inclusive listinmg but 1

g

Hi

representative of tne available technologlies. In most case

the toois involved cut across the basic technaloglecs. +or

example, aoptical character recognition systems wer e :
originally uwsed to input data but can be used to read gpages
of text. %
3
1. Data Frocessing ]
The processing of data 1n organizations nas obecome
the narm. It has developed from the large centraiizes q
computer service to distributed systems where terminals witi: g
4
direct a&access to computer files are availaple to manw K
clerical sta++t. In conijunction with this, there 1s the :‘1
. . . . o A
development of =pecialized data bases whilich users can access 8
to obtain information relevant to the particular aspects cr 1
. 3
jopo functions they perform. !
Z. Fersonal_Computers R
Virtually all clerical and managerial stat+y in 3

ofti1ces perform some calculations, and the vast majority
have their own pocket caiculator. The development of tihe

microcomputer, followed quickly by the personal computer,




nas nerslaea a new level ot calculating ana Gracessing

routline Transactlons 1n the ctirice.

The personxl computer represerts a malor developmenTt

1+ Skmoin thiat 12 can be uses as a terminal to sccess arges
Cowmguters  and  their gata bases, thareby enpganaing ths

rmetwatr b, Linking personal computers to maintrames not aniv

o+

1ncrexses 12 power of the FU but often frees the mainframe

tor the massive data handling for which it was desiagned. Joe

Farrelly, fppllied Data Research (ADR) Vice FPresidesnt.

Malntrames are often fully loaded anda at the same tims
rnetficient 1 performing certain  tasks...These ca
include editing, prompting, graphics, data manipulaticn
and data and program browsing. O+floading thes
functians to the FC makes botn the mainframe and the U
more eftective." [Reft. Z: p. 161

In agdition, manv people are buying personal computers totr

hobby purposes, but use them in the business environment.

-+

The placing of suchn svetems in homes can be the forerunnes
ot what has been termed the '"peopleless ofttice”. whereoy
empioyvees have their terminals at nhome. Thevy receive,.
process, and return their work via their terminai and ithus
avord travel costs.

-

. Word Frocessing
The preparation of text for corresponaence. reports.
fi1les and manv otner documents in the office, has been

1mproving with the development of electronic tvpewriters,

magrnetic card typewriters and the word processor. bicra

19
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Q. Standalone units
Standalone units have one workstation andg 1

Mmost cases cannot be upgraded. Thney use +loppy disks +or th

1]

storage ot text. In some cases they have the capabiiity fo
communicate with other word processing or data systems.
. Shared resource units
She.ed resources systems can  have muitipie
workstations and printers, and hard disk and tloppy disk

storage. Thzy can be used i1in a word processing center oF

g

spread among secretaries. It is not wnusual to have +orty To

sinty workstations linked to one processing unit. Iin some

cases, eacn terminal has 1ts own processing oower and

C. Text processing packages
As  the uses +or computers has grown sSo has  the
need +or bDetter word processing packages which operate  on
mi1cr o, mini, and mainframe computers. The growth of The
software i1ndustry has provided the user with a muiltituge o+

cnolices 1n word processing sottware regardless of the system

instailed.
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Tre  mrlmary device 1M tne automatea atfice t

]
5
i
3
it

tiga worv et i the worbstation. The capabiliz =1 fwhs

1

[
-+

[ Ties &
worbkstation  will vary gepending upon user redulrements. -
Marnages 12l or  protessional user willl  reguire citter 3ot
tunctlions  than that of a secretary oF clerical worker, G
tre proressicnal may require & workstation that 1s less thnian
rtalt  the size of many of todav ' s computer terminals. ne
wOtrkstaroan must  meet  the basic operational needs ot &
professiconat to obtainm catistfactory results. Tnese @mayv

- AD111LTy to hanale wvaricus forms oOf data 1rcliuding
vorce, i1tmage, and text.

— Frogramnabls.

- Easy tc ucse.

- Gible to perform basic accounting ftunctions as well
fi1nancial modeli1ng.

i
Ut

- fAbi1ii1ty o communicate 1inm all forms to other users.
Workstations which are provided tor secretarial or
Clerical staftf will tend to have similar functions ©o the
protescsional workstation but 1n reduced format. in addition.
they should bpe cormtrolled as to the level ot access thew
have to rntormation, services and other users.
ftn  the past this 1nvolved the use of speciai tvoe
fonts which could be easily recognized by a 0OUFR readet.

Todey s UGCR units are capable of reading ail the stamcard
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Tvcetaces: Ten ang twelve §ltoh Low s,
twelve pitchn Letter vbgthic, ten ang twelve pitcn  FPrastige
tlite, ten pitch Frestige Fica andg more i(Rket. 4: Do. 45-325.
Tiis has allowed one tvpe ot gptical scenning eguipment, tThe
LR page reader, to become a oroductive tocl in the pusiness
world. The bazic oremise behind adding an OCR unit to a word

grccessingg 1nstalliation 1s simple. By generating first—-dgratt

fla]

Copv an tspewriters, then reading thne nard copv tnto tnes
wiord  prooessing svstem via a  OOR ukit, the reiativesw
U nEnS1IvE  word processing workstation 1s used for  wnat 1.

best and most productivelvs the revision a3

G
m
N

manipulaticon of text. In addition, it eliminates the ne=qg
vror espensive and time-consuming word processing training.
As more ftirms convert from paper files to electrocrnac

r1ies, the OCR units will become even more essential as

[y

means to enter paper documents 1nto electronic tiies withow

rt

time-Zonsuming kevboarding.

This HForm of storage ot records and information ha

i\

v}

hi

=n avallable +for many years. it provides a relativel,

L,

rnienpensive method of converting tilese 1nto films which can

be distributed or stored for archieval purposes and whlch

are =asiiy read. Fiches can be simplv oroducea bv using &

cpecial camera. Alternatively, documents which have oeen

prepared by a computer may be put onto magnetic tape which

can be t2d 1nto another device which 1 turn produces fti1cne.
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Regardiess

microfilm,
2rogr ammed

tound using

Electronic

T T ey ——we Tow A T, e T ———,

iTEr3 Mmay D Giceltlyv Connected T2 @achlnses Wwhilon
fie callea computer Sutput to microfiim (Lur) .

“hies may be read by any one of several cevioEs,
opcoular of whicﬁ 13 & samall scrsen Ccont=aimiind A
alector which prgiects an image of the riche -hte
. The praoblem with thie reader is locating wthe

8

ga=. Several +1che readers are availlable wnich &are
to a computer system. To usse them,

= a few keyworgds associated with the subaiect,

fu

G

scans its cat and i1ndexes. Having

o
jos

=r then ogs

orrect entrv 1n the cataiog, it then seiects the

n

or t1Ches annd automatically displavs them on  wne

retrieval is the process Gt

Iy
c
2
i1
3
ot
in

with the use of computer stored i1indexess.

ct the storage media of the document. suchn as,

hardcapy. or the use

[l
%

electronic, through
code the exact location of the document may oo

the computer.

storage and retrieval svstems employ Lwo

tvpes Gt searching capabilities: keyword search ana
b contextual search [Ret. 5: p. 2511].

Mocst csystems 1nde: documents oy author s name,
subject, date 1ssued, and the recipients name. They also
1nclude a Jtevword cearch ti1eld that allows the wuser to

22
e e L
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Jocument. ihis allows tor ©rnis
1eedez. O be cearched t ather than the whole document.
SO zvetems aiso allow a contextual ceat Ccit

Cap=bilrty. This type of search i1nvolves a

i
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through the content ot documents to select those that ma2et
certaln s=t of ueer specitfilied criteria.
Mail +torms an i1ntegral part ot an aoffice automation

system, and in many cases electronic mail is ons ot T

i

first applications 1mplemented. Rasically, 1t 1s a svstenm
whereby uwsers can send and receive mall to and from any

other user in an organization. This 1s gone V1A

s
m

workstations, wordprocessing cystems, micros, ar Com

T
e

terminals  which are connected to the office communicaitlaon
svstem. Usually, a user has a mail station number o

electronic 1in—basket whicnhn holds the mail untll 1t 1

h

downloaded by the recipient. Electronic mail can serve a:

— An electraonic distribution mechanism +or written
communlcation prcduced by, or passed thirouan, wora
processing.

- A +iling and retrieval mechamism for originetaors anac
recipients of written communications utilizing both on-
line and archieval +ti1le storage.

- AN easy and tast method of communication for users.

- A method of reducing the overali handling of paper <o
1mprove work flow, thus increasing the etficisncy anda
cost effectiveness of corporate communications.

Electronic mail and electronic message systems

pasically provide the same +functions with the maln

L." R, )\

e i
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ST TEer ciSe LOLwEEn The Lwd DSlnag That electronldc malti 1= 2
oS FOr@mallIed SYSIEem whlohn uses text Drocecssing to tormat
the Content Gf the matl. tlectrcnic mail, wnen 1mblementsa, =
4
rnesds ©to +17 e ed1stind CHttiCe environment and muz=t Tave =
Yrrrendi v usear intertace. {deaiiv, 1t shoula, Tt sCaz
—
sntent, cperate 10 the same way as the existing paper Mzl 4
i Kk
sy SLEm. Toolis such ase  calendar management and meseTt:ing )

scheduiling are anciliazsry services to electronic mali.

Equipment +or transmission of hard copy 1ntormatiocr

via telephons lines hhas been availabls far sSome time. ]
Frhivsically, a tacsimile (FaXx) machine 1s sSimilar toc & T
ghotocoprers however, 1ts operating principle 15 entirely |
difierent. In simple terms, 1t converts a picture to 3

string ot electronic si1gnals which can be sent over s

telesphone wire. At the remote end, the signals are convertie

[N
.

DAk 1ints  a prcture. Since the signal travels gover tnis k
3 telephune network, any twa lecations with a telepnonhe  Can :
b
3 sommunicate using FAX, providing two compatible machines are h
| -
installea at sach end. !
' »

Urne of the main characteristics of & facsimile
. sy=tem 15 1ts speed; the faster the transmission, the [owess 1
) he transmission costs. Three standard speeds are currentiv ‘
( .
: » . | 1
1 use and the eguipment 1= classitied 1nto tnhree groups

-~

azcordinaly. Gt oup 1 1s the slowest arnd Group 3 15 the

A
} tastest reguiring the most 2upensive egulpment. Manvy LGroup = &
! -1
I }
25 E
{ d
{
}
b
o
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uge & range of adarticnal facilities, such  as
SUTO— AN Swisr . =G that tney can accept transmission when
unattendsd. picture size varliations, and locat cooving.

Gerneraily, Group S machines can also operate 1n tne broup £

)

and Group 1 mode.

Telecarnfterencing 15 the use of teiecommunicaticn R
ems to enablie a group of tnhiree or more people at two ar
motre locations to conter with one anotner tref. &1 p. 11i1d.
There are a multituge of wavs this communication process can

be performed. Ffor the purpose of this thesis, onlv three

-
-
forms will be addressed; audioconferencind., 1
videcconferencing, and computerconterencing.
in the form of the caonventional telephone conterence J
*
call, audiocconterencing 1s almost as old as the telepnone. :
it reaulres all participants regardless of location to taks
cart simultaneousiv. fudicconterencing may be enhanced with ‘4
tne augmentation ot graphics equipment such as facsimile or 1
4
twc-way electromic blackboaras, but thev too asust bDe 1
T
»
simul taneous. )
@
- A
.- Videoccnterencing is much more complex and eMpensive - 3
>
than audioconterencing but offers much more 1n terms ot user .
s "
: . . - . ) ]
interaction and participation. 1t provides a means for ‘
; -1
_ personal communication through tace-to-tace meetings, verbal
s
1 , ) _ . :
& communtcations through the use of the telephone, and visuaal 1
4 J
g ]
.i
. 8
|
3 26 4
|
4 q
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Ccommunlcaticons  througtn written format sucn as letters  and

memos LRet. 7: pp. Z4-251.

Computerconterencing, which 15 very similsar ©o
electronic mail, permits participants to conduct meetings
throughout scattered geographbic locations. Us1ng e

communications networks, conferees can access, Feaa, &ana

respond with others regardless of whether the otners ar

1]

communlcating simul tanecusly or not.

11. Communications

The systems, features, and applications G&rf U&
involve the use of communications systems for i1inter =0
intra office situations. in the past, organizations nave

tended to develop two caommunications systems, the teiechone

and telex service and the data retworik, which have exists
si1de by side withcut i1nterconnection. Developments in
tecnionology, together with demands for improved speed and
efficiency 1in information flow and transfer, have addec
impetus to enhance the communications networik.

= Local Area Networks {(LAN)

w

Yo obtain all benetits ot UA from the various

product

U}

available, it is essential to have them linkea 1n a
communlcation network called a Local Area Network (LAlN:.
While the 1linking o+ 0OA tools 1mto ong
communications system or LAN, 1s an tntegral part of O/, 1t
15 an area where a number of di1fferent approaches, standards

and protocols have been adopted by 0O& suppliers. Care has to

DU Wy

y
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oe taken when gplamning an A svstem to  ensure tnhat the

dgevices installec can communlcate with each other. Four
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x1al cable over dicstances up to 2,500 meters at soeeds

up to 18 megabits per second. @n example i1s Ethernet, whicn

WES deve=loped jointiy by Xetrox Corporation. intel

Corporaticn and Digital Equipment Corporation LRet. =H co.

¢y

Broadband Networiks. Broaagbana netwoi s

[

using standard cable or community television (CATY coaxial
cables can cover distances ot S@ miles at speeds up to Z0O
megabits per second, such as Wanghiet developed bv ‘vianc

Laboratories Inc [Ref. 8: pp. B8@O-8B61.

(3) TJTwisted Fair Wire. Multi-paired twisted-
copper wire is the simplest o+ the LAN medla. It 1s aisc
the most familiar, because 1t 1 the {transmission @m=gilm

used 1n commetrcial FEX telephone systems to connect the
phones tc the switch. Depending on the product, 1t can
pravide data transmission to a range of 15 kilometers or
more a2t a rate of %500 bit per second [Retf. 8: pp. S9-681.
(4) Fiber Optic_Cable _Networks. Fiber onti1c
cabie netwarks with transmission speeds of up to leo@
megabits per second. The main disadvantage of fiber optics

15 the difficulties assocrated with connecting additional

devices; however , 1t has & major advantage 1n having 1ow

e @ .'..'4'_. e @
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SUSCEgT1O111Ey to glectromagnetic 1nterterencs

f. 8: pp. 6Z-65i1.

Lt}
bl
id]

In addition to the (AN, the A system must provige
Communlcation  faciiities to centraiized and decentralizeag
cCOomputer svstems and Networks, ather LAkMNS, andg devices &t

remote locations. These requirements can be met by sStandara

Y]

communication facilities. Various protocols are usualivy
supported by computer vendors. There are several gevices 10
the marketpiace which claim to be able to take the protocoi
trom one device and convert 1t to one supportec by ancthers
device. It 1s necessary to test these gdevices to ensure
compatibility betore making the decision to use tnem or To
Mmix protocols in a network.
ATy additional telecommunication facility whlcn
provides cheaper transmission 1s packet switching. This
invazlves <cending data in packets over the public networ:
ratrher than via a private leased line. The Consultive
Committee for International Telepnone and Telearash (CCLT70
standards are followed 1n this case, mainly the x.25
protocol.
b. Frivate Branch Exchanges (FEX)

Frivate Branch Exchanges have been 1in use since

the early 1780@s. However, as tecnnology has progressed over

the decades, they have urndergone significant changes f+rom

manual , patch—cord systems to fully automated microprocessor

controlled switching systems of today.
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multi-button telephone sets on wihich more than one gutsice

1ine terminates. several users can answer o make call

0
a

more than ohe line.

(&7 Frivate Branch Eixchangs. & FBX consistz o -

centiral gJtftice trunks, at least one sSwitchboar

u

n and

e tenslon telephones connected to the trunkrs or [

)
m
LT
r
. %

cther manually through the switchboard (Ret. 8: p. 1511,

(3) Fkrivate Automatic Brench kxchange ‘FeBx/. & j

”
FabBs 1= also a svstem consisting of central ofttice trunks,
at least one switchboard, and & series of extencian

teisphones. However, moOosSt major system tunctions are nhandies

automaticelly, without operator 1ntervention. Systom CoOntrci

18 accomplilehed elther mechanically or electronicaily. in

the 1
8

¢ Frivate automatsd Branch Exchiange (EFAEBx) (Ret. 8: p. l17iJ.

W

tter  Case, this 1 done by means of & Electronic

NPUPAPY, SRR AN,

«3) Computerizced Branch_kxchange iCE

|»
I
el
N
o

) 15 a type ot EFABX that provides a number ot teatures

< A o
programmed 1nto the system s built—1n computer bv means of & ]
SOf tware pactage. This can be cnanged bv the locas ]

.Y

’ techinician as the need arises [Ret. 3: pp. 191-199]. the :

. 1

: latter three types of FBX's are basically the same: R

l". ~

:. theretore the acronym FEBX will be used to reter to all

3

P‘ three.
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The use of a FBX as LAN 15 a

u

alternative. The advantages seen are: [Reft. F: pp. 62-6&l

or

- lse of the telephone cable plant for data switching.
- Felatively i1nexpensive premicse-distribution cable.

— £ W

-

de range ot protocclse and transmicssion speeds.

- Modem-pooling. Modems can be accessed on an as—needed
nasis.

- Ao1lity to queue on a busy terminal or computer cort.

There are also several disadvantages relatsda tco

1d

the use cof a FPEX as anm LAN, these are:

- Both ofti1ce systems and telephone system operate of+ the
SAMEe pProcessor OoF pProcessorS. System testing, hardware
recontigurations and software upgrades can aftect the
entire otfice system. In addition, system ta:z

B TR

cripple the corganization.

- S5lower switching capabilities than most LANs. N

-4

- Capacity of the FBX CFU. "
The FEX offers a natural migration opportunity b

+or the 1mplementation of LAN capabilities and provides a 1
.

viable alternative +or 1mplementation. Although ei1ther a !

dedi1cated LAN or FBX may be sufficient +or some users, same

may t1nd that & combination ot the two mav bestter sulit the:ie

organtzation.

. USE IN THE GOVERNMENT

T

[ In arder to 1dentity the use ot UA technologyv, a survey

NSUPEN | _SVESSPrSIN . YR

4 . i
! was  Conducted among the participants at the Association of
-
i Fecor ds Management and fdministrators’ nationail conterence
}
} hela 1n Atlanta i1n October, 1982, Those surveyed i1nciluvded ]
' ’
A varyl1ng types of businesses including manutacturing. ;
; i
- «
. 1 1
g 1
[ .
| [ 4
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government, bankling, energy. education, and more. of the o0

by
—

der

+
J

surveved ¥l were +ram iocal, state, orF government.

fable 11—-4 1

in

an excerpt ot that survey tLtRer. 18: p. Sii.

Not suprising 1= the high level of

-

152 1n The W d

processing and data processing areas. what this suwvey aces

imply 1s that the technology 1s in use but due to thne 10w

et
]

uwse of electronic mail, teleconfererncing, and executive

-

workstations pernaps only 25 tao 21 percent af those sur vewaod

employ & fully 1nteqgrated office automated svstem.

TABLE 11-4

FERCENTAGE USE OF TECHNOLOGY

Technology Goavernment All Recspondents
Word Frocessing 70. 1 74.%
Data Fraocessing 2.3 g7.@
Micrographics (In—house) 86.8 7.5
Micrographics (Contracted) 4.7 d6. =
COM 65.9 &7. 7
Facsimile 31.9 S4.5
OCK 264 S4.1
Electronic mail 1i7.6 3.5
Teleconterencing 2341 2.8
Computerconterencing 8.8 15.0
Exec. workstations 19.8 =501

[
=

. FERHAFS & SMALL SLICE

The true electronic office with electronic maii. dat

(U

it

processing, appolntment calendars and other trappings of

,‘ high technoleogy environment may not be appropriate tor ali

3 organizations. Each organization must evaluate itselfr to

L

’ . - - - N .

b determine what automated oftice tools are reqguired ana the

b
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<
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III. NAvY_FINGHCE CENTER

. NAVY FINANCE CENTER BACKGRUUND

Originally the Field branch of the Bureau of Suppii=s
and Gccounts, the Navy Finance Center (NFC) has been locateg
in Cleveland since 1%4Z. The NFC i1s the largest of twentv-—
four nmaval activities 1n Ohio. The Navy Finance Lenter 1S =

shore &activity under tne command of tine Deputy Comptroiile

N
=

ot the HNavy. ar

I

a caordination i1s wmaintainea by th

1]

Commandear, MNaval Rase, Fhiladelphnia. NFC emploves over 145@
civilian personnel and approximately 08 militarsy
personnel .

B,

X
-y
)
i

510N

he m . ssion of. the MNavy Finance Center to:

“"Flan, design, develop, implement and «dminister Navy
active duty, retired, and reserve pay systems: perform
e:ramination, accounting, disbursing, financial reporting
arnd local logistical and miiitaryv support functions: and
pertorm such octher functions as assigned by the ULeouty
Comptroller of the Navv.” [Ref. 1il: p. 21

C. ORGANTI Z&TION
The Finance Center 1s divided into two intracity

locations. The majority of the tasks are performea at the

o
Iy
a.
m
]
b
ot
[aal

urlding 1n downtown Cleveland. The Data Frocessing
Department, including the mainframe computer, 1s located inm
thie FBratenahl Computer Anne.: approximately five miles +rom

the Feder a1l Building. The organization structure 15

4
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There are three primery Jdepartments Or directorates that
hav= a direct 1mpsct on U8 and 1ts tecnnolagv. These are the
Intormation Svetems Lirectorate iLoage 5), tne rlanmning anda
Resource Management Department (Cade a4, and the
administrative Services Department (Code Wl .

A

l. Information_ Systems _Directorate i

ine  Information Systems Directorate 1s  responsiDle )

A

o]

tor, awong other things, (1) the control, custoay, an

cperation of ADFE for the Data Center amd () the controt oy P
procurement, installation, anag maintenance of reauired

sottware and hardware 1n sSupport of the NFC miscsion |
(Ref. 11: p. 13@13. *

The tanagement Flamning Division {(Code @4.) of tn1

n

cepartment 1s pasically tasked with the internal improvemsent

m

ot manageri1al etfectiveness in thne NFC. They are responsiol

t+or the administratian of several Command Frograms of wnicn
one 15 Uftice Systems Technology. This program tasks them
with the responsibility

“e..for facir1litating greater office productivity Center-—
wlde through the investigation, recommendatlon.
implementation and promotion of modern office gsystsms

technology. Concurrentiy administers tne Center s oftice

2qurpment , milcrograpnics, reprographics and wor
processiig programs. ' [Ref. 11 p. 271
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The Communications Division ({Code ®©11) ot the
fidministrative Services Department is responsitcle tor the
r=lephone (FEa and Automatic i1gital  hNetwork gt
communications. ihey maintain the +facsimile machilne 1
addition to providing souwce document microfllim service  and
act as  the NFC distribution for Computer UOutput Microfilm

(COMY LRetr. 11: p. 1323, COm services are contracted out ta

[

the Na-y Fublications and Frinting Services.
0. INSTALLED EQUIFMENT

The Tinance Center has many of the basic compoanente thisc

can be uwsed 1n automating the office activities. Im tn

m

design of an integrated office system, the compatibiliity of
these assets should be i1nvestigated +for their use 1 ths

networt. Som= of NFC s assets include the +tollowing:

1. Dedicated Word Processors

|

NFC currentiy has two Wann systems 1nstalled. Y

M

first system 1nstalled was the 0I5 140 Model 3 owith

o
o
G

megabyres of storage avaiilable. In order to bLeep uo wi -~

word processing demand another svystem was i1nstaliea. tne

| ]
-
L 0Is 145, The DIS 145 has a storage capacity ot 35 1
e 1
1. - - N . - !
f megabytes. Al though each have 372 ports available, oniv o4 \
| 1
|
® can be used for workstations. Currently the 0I5 149 cerves 1
8 !
: 18 1ntelligent workstaticrns and the 0UIS 145 serves 14d. in j
g addition, the OIS 145 has & graphics pachkage and the o200 }
}. graphic workstation with anotner 6200 on order [(Ret. 1.1].
. =7
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11 O of many DUSInesses Today the proilterallaon
ocampuiter nas lett nFL witn & rainbow ot VAN T
me  of the micros 1n use at NMFC are tnhe =T S o W

, mRad1o Shack, btavpro, and fuasar.
nicCame
maintrame computer and all peripnerals. with tne

ot most  terminals, are products  of 1om. fie

composed o+ both 288l anc 4534d1is. et

1]

teelf 1
are directly wired into maintrame and there i1z nao
ystem.

The network 1s the 1IBM System Netword

e (5MNA) and 15 composed ot four S8 baud lines

NFC has kodak and Roval cocpiers installed. The three

C
w8
ar
I

op1l

remaining
12%s, ei1gh

. All

&}

14
the Foyal m

5. Dic

m
-
x
[

ers are for high volume copving and 1nClud
modelis, the 120F5 ana the 106@F. The tnivrtesn
coplrers are Royal products anmd i1ncliude tTwo modsl
t model 13Z8s, two model 113s, and a single mode:

the photocoprers are leased with the exception ot

odel 1l13s (Fet. 147,

Two dictation systems are installed, both Dictaphorne

Corporatian

Director ate

-t

ptaductes, in the nformatiaon

. Accessed by different phone lines they are
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loczes 10 tne Federa: Duillcing and the Bratenand C ozt Toes
S Anaes LRet. 13,
C
& ©. Ezfsimilg
h
{ HFC  has a =single facsimile machine 1nsStalisag.
!
Jigital Equipmernt Corporation (DEC) information =/ZLem
' proguct [Ref. 161,
b
X £. WNFC Ca SUITABILITY
5
p- —— - _ _—
! MNFC 15 an excelient candidate +or UOA. e maiority =
f the tashbs 1nhsrent 10 managlng an organization this 122
! rivolve  around  the office. Their primary product 1= Ths
b
! management ot the Navy pavy system. In tni1s regard, mozt o+
1
]
. the departments provide intormation oOr support so that  the
p
[ - - - N N
; four pay-relateg departments can producs this product.
L The assets currently held by KNFC aivready provide limized
(«
. automated cagabilities. However, connecting these assets
l'.
R togeths=Er 1nm & local network could i1ncreEase their utiiio
'.‘ haty T1MES.
Z |
Compatibility among the current tools 15 a problem. T
connecting these tools 1= desired, then some type or

e

controls must be 1ncorporated. What may be reguired mav not
necsssarily  be control over the assetz but control O er
thelr procurement to ensure future compatibil:ity  amonc

—urrent assets and future products.
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In this section the UOA i1mplementation methocdologies of
Rubbermaid Inc. fRet. 17: .pp Z29-311 and the stats

government of South Carolina [Re+. 18: .pp Z7-521 wiil oe

Rubbermaid Inc. 15 a major manufacturer ot housenocidc

ro
ol

products and business supply accessories headquartered
viooston, OH.. FRubbermaid 1s an international corporation
with operations i1n the U.S5., Canada, and West Germanvy.

1. Rubbermaid ' s_Apprcach

After the recognition of the need for U/ oYy
Rubbermaid, the +irst phacse entered was an U4 cstudy. This
involved & comprehensive study of tsers’ COMMUNICaT1Cn

neseds, 1in addition to framing the equipment and training

requirements. U4 objectives were set down 1n terms of & t1v

14

year planning cycle. The six 0A aojectives outlined ov
rRubbermaid were:

- To provide 0A equipment advantageous to the companv, tn
tasks, and the people 1nvolved.

f

- To develop a comprehensive approach that encompasses Wr.
information management, communications, ana Tre
physical environment.

- To maintain a leadership rpole and clearinaghouse function
for ofti1ce systems throughout the companv.

40
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pts and new airrections Througnh  ern

LRy Conce
Ti1on program.

tacilitate the 1ntroduction ot oftlce tecnhnolocav with
glose attention to behavioral conzigerations.

- To evaluvate trhe autometed coffice systems peri1oaicatiyv
e thelir cperation.

Following completion of the study phase Upper Management

received & presentation ot the findings. Upon receipt ot

suppart o+ upper management and the authority to proceed.
Fuboermald took wnat they refered to as the Fyramio aoproach
ta Gh. This approacn provides a path for Rubbermaid ©o
toliow 1n order to reach their desired U& goals.

The pyramid s toundation is based upon the basic needsz.
determined 1n the study phase, of WF, dictation, facsimile

and space planning and builds up to an apex of an integratec
intformation network. The pyramid used by Rubbermaid i1s snown
as ?igure 4.1,

The second phase i1nvolved the laving of the foundaticn
(WF, dictation, etc.) and the second level of the pyramid.
advanced communication capabilities to link the foundatian
equipment to OCR and photocomposition eaguipment.

The third phase implemented the electronic +filing svstem
and a data base management <system. This tacilitatea
1nformacion sharing and access to sharea databases.

The phaces continue upward until the apex is reachea and
the gcal hias been obtained. At this apen, all the systems
1nterconnect; people, procedures, and equipment join 1nts a

Si1ngie powertul 1ntegrated network.
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MiTnough tThe Evilramlo SnowWs oniv thne vertical i1ntecration
ot UH, RUCoeErmald was sinultanecusly i1ntegrating the svstem

fiorizontaliy. Upon autcmating <specific functions at

particul ar locations, these {functions were 1otegraced

ity and then the necessary 1links were oeveioped (e

7 3

i

e
cannect divisions and plants.

Tne SO& eftort was tirst 1mplemented 1nm the executive
aireas  of  the Wooster hesadguarters, then spreaa to Homs
Froducts, alsoc 10 Woocster, and out to Commercial FroSucts.
located 1 Cleburne, Terxas, and Winchester, Virginia.

Rubbermaid initially maintaimed a hands of+ policwv
regarding th=2 use of FC’'s throughout their corporation.
FRather than attempting to predetermine the FL's role in the

aoftfice they have elected to let managetr

Wl

experiment with them.

Im January 1984 there were only 19 FLs 1n use at

]

Fubbermaid. The primary application was for spreadsheesics.

Y

fopplication profile sheets were developed 1n ordger to
determine the FC ' s role along with how and when to i1nteagrate
them into the company s information network.
2. Rubbermaid’'s_Uf_ tystem

Tne FRubbermaid 0UA system 1s composed of Wang UI5 149
znd 015 5@ tert editing eguipment; IBM personal caomputers:
computers trom Four-Fhase, Hewlett-Fackard, and Honevywell :
and Lanier dictation equipment. All are 1mplemented tor

tuture 1nterconnection and compatibility.
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Fernaps one ot the most 1mportant steps ot anvy ottrice j

A 3 ; t1i : TS o

3 automation plan 1s to i1dentify the arganization = needs anag 1
f tormuitiate a stategy for meeting them. FRubbermaid = pyramig

[ g

praovides a map and an explicit calendar of progress for them J

g

tce +ollow enroute to their automatea office Qoali. The =

-~ . . - - - - 1

toundation o+ rhe pyramid 1s not the first level shnown 0 B

N

- y _ i . L -

Figqure 4.1 but the 1nvisible +tcundation ot the corporstion s -

)

study ot 1t=selt and 1ts needs.

¥

CUTH CAROLINMNA STATE GUVERNMENT

The state of E&outh Carolina found 1tsel t +IC1M3g

b

p

|

fluctuating ecornomy and rising operating costs while =t tre 1
zame time trying to keeg up with a growth 1n  cemand +tor

SErviCces. Sovrth Carglina turned to UR as A means to r edties 4

“

cperating costs arnd INCreas:? off1coec proguctivity.

They 1nitiated s CA prlot prograr 1tn order Lo Qetermlie M

Ak a0 4o

avtomat =d office tecnhnoclog, Cowtld nelp  achieve tiness -
( v
ob ject ives. )
1 Lo 2outh Cxcolinz s tppr oo b ]
t The +irst ctep was To 101t « o0+ prersdolensntatton
1
; study vt reJviens the areent o owee bLa ads o ot crtticen, Ladentl sy
»
) netertial prouduectl sty L apr Ovemierint aresxs. aind toe select

participants.

. Ne t a Nuwnan tacturs ar ergonomics txst grouo was
' formed. This group was composed ot peaple with
' 1nterdisciplinary skills  requirea to concentrate  on the

44
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grouD  repressntea Susn areas as personnel, legat, iz,

olannting, training, and human tactors.

T .

'me group s fi1rst task was to develop an reduest tor
propocsails {(SRFF; specifving the percelved nesd ot the ottics

WOk torce. Criteria wused were welghted ana 1nciuge

(W)

ctionailty, support, cost, ergonomics, compatioliiiy.

-

espanaactlity, ~=l1ability, documentaticon, and training.
ine re:t step 1nvolved the development ot a
t=cnnlcal support team to draft guidelinmes tor tna

n

tastatiration and technical problem—-s2lving processes. L

ot S o AAEEBA et e . AL aa s A x A MEMA. . . aad

an Jf traininmg team wacs +tounded, and UA trainers r+racelved
extEnsive training on each UOA tunction. In adaition., a2 cetif
pace!  training program was developed and a training center ‘
wa: designed and dedicated to the trainees. :
«
Frior to the installation of any U0/ equipment arc )
tralmifig & siminar was given to participating management anc i
1
statt 1t order to present them with a full view of the (o )
D O At . .
The actual implementation was dorne 1n phacses. i
a
Initially, a test group representing a cross secti1on o+ tne .
aorganization +rom the clerical workers to management were -
neod as guinea pigs'. This served twe purposes, 1t enatied '
thee  trainming team to work out amy unforcseen problems ang
\
sherpened  their training skills. From this point tne )
tre-chinoloygy spread to participating oftices 1n phasec. 1
45 ‘
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These functions 1ncluded electraonic mess=aging, caisndaring,
documsnt distribuetion, word processing, rrecords procesIlhg

o)
i

as well as access to DP applications and resources at ot

The installed system 1s host-bacsed Wit
er= located at three sites, with each procsssor
ttached to the host. The host provides services for Ccentral
storage, retrieval and distribution ot documents. The iocad
ocrocessors provide text and record processing capabiiities.
cffice administrative fuctionality, and access to the host
computer using workstations.
Z. Their_ Recommendetions

ihe state government of South Carolina documenteu
thzir bR progress  well. As a result they have several
recommendations to others considering an UA imglementat.cn.

Trhese recommedations may be obvious but many Ua strateogil

m
m

SGave falled because of people s unawareness ot the basics.
These recammendaticns are:

a. Flanning Fhase

Initi1ate UA on a small scale. This minimizes
risk and provides options to 1nvestiocesie
diftfering vendor products without any maior
investment or commitment.

- Investigate leasing instead of procurement.
- Fkeview current office procedures for

redundanci o2s and bottlenecis. Frocedurai
chances could have an adverse attect.
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refully review sach user s nesds. Unea t.oe

&
s ot workstation m1ght rnot pbe sultable tar &Ly,
- Flace reasonable goale ang e.gectations oo
the peorle ang the prolect.

- LCon t 1.se -1ghto Oof the numan tactors .«

- Invclve uvesrs Rariy and girve them decisiorn-
makl1itg tashs.

- Don  t sllow the technicians run the sSihdow.
Establish a users group.

. Implementaticn bStage.

- Femarn +levible.

- Support user 's DF needs as well as their uUA

needs. J

- Don t 1ntroduce new technologies too !
guickly. Don t force ucsers to become tamiliar
with new devices and then replace them.

- Listen to the users’ recommendations.

|

—_ . N . P - . -4

~- Continue to provide otffice application -
support to users. ]

. Evaluation Fhase. 4
]

- Establish standards wherever feasible. [

~ PBe prepared to praovide quantitative gains
to management.

1 — Document what you learn.
4 _ - 1
) 4. South Carolina Summary B
3 South Carolina’'s pllot approach had demonstrated B!
: 1
- "
X success. The prolect provided the staft witnh good ana bad :
‘ .
t learning experiences without a major i1nvestment ot cepital. ?
b 1
' The lessons learned are easilv incorporated 1nto a full ;
P 1
r 1mplementation of an automated system. The sucess ot the J
a . 1
8 ‘d
!
tq
-"
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P11CT  Ciogram  lLndicated that Us was 1odesd & 0 0.

U]
t
o
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Increase oroductivityv.

1Y

U.

|

AND SOUTH CAROL INAG

Rl
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1

m
I

i
i

U

Acknowledged by both organizations was the need +or
upper management Ssupport. A simple go—-ahead Wi1THoQUT
enthuslastic backing can alone be enocugn to 10nibort a

sucesstul UA 1mplementstion.

Hoth activities began their grojects witn & study Lot
planning: phase. This phase began witn a conceptuzl ol an
tiga, a study of the arganization s needs, documentatich
+low, communication needs, training requlirements, The
gguipment reguired to meet its goals, and a path to follow
for implementation. t=rhaps rubbermaid should have

considered this phase acs the foundaticn +or their pyremia.

lgser training was acknowledged as essential toe an  on

system throughcout 1ts lifecycie. Hotn organlzations
implemented a trairming praogram well betore the tooism
arrived. Thice training was necessary not only to teach tne

user how the tocls wortk but to curtail the shock ot s

Y
w8
£
—
2
-
1]
rt
-
i1}

tive changes in the office as a result ot the rnew

rubbermaia s approach was to impiement an  1ntegratec
system i1n phases, building upon the most basic needs. Soutn
Carolina implemented a pilot system to test the waters. The
low ri1sk involved with a pilot program makes 1t more

attractive in the ever—evoiving nature of todav <
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syst=ms  development
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anid  their reqguivrements known

ot Cchanglng tecnnc

trlexible during the

~lessings and acknowledged

comDlnat1on Gf TE twd, burliding

these oraani

or UA. They

. Once their organization wa

mEthod for 1mplementation might be A

on a pilot.,

zation s success was that

recelved upper  @anagemsnt

the 1mpact the user plaved i1n the
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they did not nesitate 1n fTear

lggies but continued on and remained

implentation.
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l Tne preceding chapters concepts, aocoplications=s,
tne technologies involved in the +t1eld of office  automat:on
nave been discussed. This chapter will discus=z a metiood

that MNFCZ carm use 1 the introducticon of 04a. From the ocurtss=t

ar

O

[u]
le_.')ul .-' I»' . !L .

1t 15 1mportant to realize that implem=snting otiice
automation systems involves more than simply buying the
relevant hardware and software, conducting basic training. 1
*
and 1nstiziling arnd running 1t. Gny oarganizatiaon which
adopts thils spproach 12 likely toc have a system which taiis
COompLat ey, sl Chy doces not mest 1ts objectives, or Wnich
o
Goe T ot realire tne productivaity 1mprovements and cost
bersfits regulred of 1t. -

The implementation ot office automaticn systems reguires

consideErable plarning 1n all respecte to ensure  that tne

Systing  cperates 2u satistactorily as possible. A office
At amat1 an study needs to be carried out tao i1dentityvy what
Wi} 15 berng pertormed 1 which oftice, to develoco an

cffice processing strategy to determine what the haraware

2rnd software requirements are, and to relate potential uses

- and applications to users and the organization sStructures, B
]

1 Change will occur and 1t 1= necessary to plan how to manage 4
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Employvee concerns

pioyment, and fear of change nesd

+or combating employvee resis
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down (dictatorial) to bottom up
17 between. & critical success
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implementation of office systems
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o
‘1
ctt:ze Aadiomatlion Concepis  and nils deparutment  sShonld s
1oavolvaed 1n the futwre of OA. Thi1s appointment will S1gnal
E
S S el S i H 3 —~ 3 - + ‘ Y m
MNFCs coomitment to sound pilamning and Timely introguction Of
the technology.
At ter responsibility has Deen ascsigned T or I j
irolensntatlion the next step involves formling & pianning -
-9
Qr D i order to implement & strategic 04 procgiram  ©To S
sornud an =, study, and make recommendations on oftics 4
e Bibiu gy . ]
riven the novelty and compiexity of OAR plannina. Dns 4
plannirg group should be multidisciplinary in nature. It 4
should inciuage member= +from the Information Svstem
]
irectorate, Flamnnming and Resources Management Department,
4
~dminitstrative Services Department, Comptrolier, JumFs, ang ‘J
*
cther user departments. This group could be structurea on 1
1
erther an ad hoc basic or as a permanent unit  whiich will
oversee and continue to monitor all of the otfice automacion
|
-4
p efforts of the organization. DrawimQ members <Yrom These
{ ]
3 varying departments cerves a two—-told purpose. It provides .
; first-hand Frowledge of what goes on 1n those departments, X
r , "
. and 1t allaws a teedback mechanism which keeps those |
depar tments advicsed of the UAh 1mpact 1 their area. ;
4 C. ASSESSING THE OA RECULIREMEMNT "
3 b
. , n
] After respomsibility has been assigned and the plamning K
] _ . .
; group formed, the neut ctep i1nvolves an i1ndepth assessment X
3 B
# ot NEC 5 miss100 and its departmental objectives ana ‘
g
-
3 <
: 1
{
)
— *
. [ 4
Ty
} °
L B e -,LxLLAMAM‘.M—AM#—m L . .
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: COOCSEGUr e UWES2 0 meset thils goal. This i1nvolves gol1ng aoan
g L] the most  pasic  procedires and  working DAack Wi, Ny
:(' addi —1¢@n. the intormation medl s {voice, text, i1mage. etc.)
.

. WLLST fee reviewsd To determliaoe 1tts applicaciiity to OhA.

‘ . intornation uoliectlon

Tvpicaliv, the a with four tvoes cf

4l
n
fl
n
n
e
]
=}
o
o
m
Q
—.
o}
i

MEASUNemenTs: discuesion with department neads, discussion

ersannel, observation of oftice activitiss.
P ’

i

with bhey offirc

and secondary souwrcecs.
& Discussion with Department Heads
This 1is necessary to cobtain a i1nitial view ot

the organization’ c objectives, curtrent systems, and curvent
=system olans. In addition, the department heads should o=

orieved on key aspectse of UA and the metnodologv ot the

n

ssessment. Frior to the 1nterview the department nesd
shawld be provided a pre—-interview memorandum describina Tne
nature  of the interview and what 15 expected on hie oDort.

This will entiance the processs by allowing the gepartment

neac tc think  abouvt 0A and how 1t could penet:it  h:is
organizati1aon. The NMational Bureau of Standards (NE5) rias
pubi i sned sample worksheets that provide guidance in

|

conducting such an 1nterview [Ref. 171, These worksheets are

P

1 4

} . o

G. Discussion with tey UOttice Fersonnel

: The purpose of these 1nterviews 1s to determine
. information tlow. time requirements, ofti1ce methods. and .
p

bA

P.-

| ]

b 53
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among otnsr things, ITralning requlremants. it 1= an =frorc

to break down into measurable terms what the emplovee aooes

to suppotrt the organization’'s mlssion. These 1nterviews

should be conducteo w.th a repressentative sample or the
organication work force. Appendix B contains NES guidance L;
guestignnaires for this purpose. g
C. Observation of Office Activities
To camplement the interviews, additional sate

Ay o obtained through monitoring oftvice

1]
_A. 2’;

Ctivitiecs.

3

Focssible methods to accomplish this 1s  through airect

onbservation by a member of the study team or navinog 4
@
, o o , . . 4
personnel self-document their activities i1n a daily activitv L
log. Office activity should be monitored +tor a mimimum Ot 1
five working davs to ensuwre the csampie reflects the normal R
L
. ) 1
work environment. {
Through the observations of work activitios,
gemanids and bottlenecks af current practices wiil e i
1dentified. The team will be able to inventory staffrina.
p
{ procedures, and office equipment.
H
} d. Secondary Sources
( ! L
- =
Documents such as the NFC Grganicational Manuai. 1
- <
:_ pianning documents, and procedure guldelines pravide the
. team an comprehensive overview of NFC in a minimal period ot ®
2 . ‘.-
3 timez. :
2
3
! ]
- 5S4
b
3
‘
| ®
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2. The _Draanc

i

1=

P

Loon completion ot the collection of data the team
must review the 1nformation gathered tor consistency. f anv
1nconsistencies are  goted  thevy shouwld be rectifiea by
retwning to their sources. Once the 1nconslstencies  are
removed tThe data will be analvzed to determine feasibilie

s +or auvtomation. The information collected can be wzed

i
5

a+

= & baseline to determine gains obtained bv automsting

certalin oftice functions and 1ts impact on the organization.

The next step 1nvolves determining the Functional
speciticaxtions of the pirlot system and wnere 1t showlc be
tmplemented. Using the data gathered +rom the organization
scan, wmultiple alternatives should be draftted. The ke

redquirement 1

Ut

that the pilot ehould be implemented where

there 15 a demonstrated need. However , there are other

factors requiring consideration. Thev include:
~ User acceptance
- Filct group s1ze
- Measurability (to provide the necessary data to support
& fully operational system)
- Minimal disrvption in aroup
- Expandability to a fully operational system
- Ease of implementation
- System design
The primary output of the diagnosis 1 a +1.0t
Feasibility FKeport [(Ret. 20:p. 921. This 1s the +fi1rst

external report generated by the group. Its purpose 1

n

to

n
il

i O e

R

v, W
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advis

1]

seni1or management of tne results of The STuGyY.
summarize pirlot alternatives, and recommend & oeth to

asslstance trom more technically orientec

-+
Cl
—
p—
I
b3
c
C
~+
Ui
e
[}
1y
m

SouUrces might be reguired concerning system a=2szigs
questions. I+ seni1or management so desirecs, the projsct —on
be terminated at this polnt with a minimal itnvestment. and 3
the i1nvurmatiaon gathered is <till beneficial to NFL. rigurs ;
S.1 1= an :

- Dummary ot cpportunities tor 1mprovement
. Summatry of pi1lot alternatives

Fiiot propocsal

. Configuration

. Functions ot the svstem

. Size of pi1ict group

PR I O B

M outline ot the proposed report.
. Briev 1ntroduction to office automat:ion
@
1

o

7 O

e runctional decscription of the pi1lot »
& Froposed hardware and software aescriotlan -
7. Description of estimated costs and snticipates benefirtis Q
3. Future deli1verables
&. Erxecutive briefings and demonstrations
b. Upon approval., i1ndepth studv of recommended pilct -
-
Figure 5.1. Filot Feacsibility Report Outlins .1

e o

D. FILOT IMFLEMENTATION

————

Once the feasibility report has been approvead ©ne

olanning group must plan for the impending i1mplementaticn. R

R ani ki o

In areas of system design involving technical euxgertice .

beyond the capabilities ot the group, outside assistance

L

’ . . . 1
cshould be sowaght. This may include areas such as svstem '

s o
L]

components, configurations, inter faces, software packages. K

and their specifications. ®

r’ ]
. a
: 1
6 E

)

g
. '




ST v

-~ adiC S A Sl - ST A S M ARLAndl Al S i Pt R et e

Trh= £lanming group must  determine organlisational
respansiblilties for thie system. Since the componentse or Uk
cross  departmental boundries at NFC this 15 & critica:l

reculremsent that mavy regulre upper managemenit  1nv0iveEnent

betare this resgonsibllilty can be assigrned.

f

£ impilementaticn plan based uwupon the functicnat
regquirements obtained 1n  the organization scarm and the
recomnended pir:i:ot 1s reguitred. This plan snould 1nclads

implementaticon steps {(e.g. incremental addition ot hardvisrs

GF =

(]

ftware requirements), organization and responsibiil-—
ties during implementation, and the management of change.

Training programs have to be customized to take 1nto
account differsnces 1n departments and indilviduals. It mav
not be as simple as teaching someone how to use a machine.
but 1t may involve teaching persons how to do their
‘perhaps new) jobs better and get more productive use of

their time through using tne system. Training mav O

accomplished through structured, well-detined classes. s=ir-

m

paced courses, and on—-line help facilities. South Caroiina

realized the value of training and 1nitiated a training team

4}
W a8 4 AR a A s e ARG o " s e s ASENA ok oaee o ARG dod lodetek e DI sl .

|
r +or this purpose.
Fimally, evaluation criteria have to be established. ire
4
*. period of evaluation has to be established, perhaps <i:
!
montns  to a vear. bBaseline specitications cerived +rom the
-
: organtization scan can be used to evaluate the impact of thne
° system and provide a comparlison between anticipated results (]
b .
S :
! S7
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A3 SCidal resuits. System monitoring can provide overall
utiilzation of the svetem, 1dentity learming curves, use o+
appilcatirons, network utilization, and resgurce allocation.
This phase 1s completed upon submission o©of a piliort
system specification report. This 1s somewhat i11ke the piriot
=vstem feasibillity report but i1s 1n far more detail. figain

uppoer mansgement, if they so desire, can terminate the

project at this polint. An example of the criteria coverea in

rt

< LRef. Z@:p. 16@17.

o

his report 1S shown 10 Figure

[In}

. FILOT EVALUATION

Uporn approval ot the pilot specification report ov upnoer A
L
marnagement the pilot 1s installed as planned. Svstem 1
1
monitoring data are collected from the beginnming of  the 1
1neraliation 1nto the user environment. Al most 1mnedl atel - 3
¥

cnanges 1n work habits will occuwr. These changes can be ootn

expected ana non—expected. This reguires the implementation
olan to be flexibie. Evaluation criteria itnitialiv i
P . . ]
==stabitshed may no longer be applicable, tnetallation ;
schedjuiss may be {found 1mpocsceible to meet. Thece i
drfticulties have to be documented and solved. The purpose é
, . i . i

of a pilot program i1s to note these difficulties on a lower
scale rather than 1ncur the costs and risks on a fully j
1
operaciocinal system. Once the pi1lot has been operational for »
3

the period recommended, various user measures will be taven.
. . . . 1

[ Thecse measuwres will be compared with the baseline
L. specificatione to determine the impact of the pilot. .
», "
[ _ g
.. S8 y
A 1
¢ "
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SntaRatan 2l
L

Y
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.

Y

3

r

J

em Archilitecture

Technical

1. Svstem components

Z. BSystem interfaces

. Overview of hardware/software

4. Context-relationship to existing svstems
Social

i. Frocedures

Z. Job design

-

S Environment

Hardware components

=

b.

Ca

Configuration/detailed equipment specitication
System site plan—-physical environment for system
Specification of any hardware construction

Software

A

b.

Approved packages
Detsiled specifications of software to be written

Organization design

a.
b.
C.

d.

Workfiow, etc., procedures
System responsibiltities
Jab design

Ergonomics

Implementation plan

a.
b.

Ca

Implementation steps

Organization and responsibilities cduring
implementation

Management ot change

Training

a.
b.
c.

Training responsibilities
Outline of training program
Evaluation plan for training

Evaluation

&a.
b.
c.

System monitoring, accounting plans
Frocedures for retining, extending pilot system
Fost-test evaluation

Figure S.Z. F1lot System Specification Report UGutline
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From t©his evatuaiion the recommendation to continue  or -

terminate 13 made. 1¥+ the decision 1s made to continue trhen

~
4 an Operational System Specification FReport 15 drattedg o

zimilar to the Fi1lot Specification Report in Figure 3.5 but )
- on & much larger scale.

F. INTEGRATING A FULLY GFERATIONAL SYSTEM

il anfonsl Jam 4

During the organization scan 1t will most likelv rCe

.

noted that 1ndivigual department have both similar  ana -
di+¥fering needs. The design of a operational svstem nhas to .
tate these varying needs into account. The overall svstem

| must be designed +for compatibility between departments ang L,
: 1
- allow for expansion.

The implementation of the operational system should

3 progress i1n the order of the departments that can realizse

the greatest benefits from 0A as defined i1n the organizat

-
ot

]

sCant. 1he operational system should be i1mplementea 1n ph

DY)
Ui
1]
1

whiich provide certain capabilitiecs (wor d processing.
electronic mail, etc.) to the departments similar to

Fubbermaid’'s pyramid. These capabilities will be getined ov

‘.
A Py

the diagnosis of the organizaticon scan and the pilot syztem.
G. OMGDIME ASSESSHMENT

An ongoing asseszsment af the operational system will

provide management with teedbaclk about the system permitting
corrective action i+ required. It provides data a&about
changes in productivity, turnaround time, communication

patterns, employee morale, and time consuned adjusting to

f=1"]
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. . Lo " . . 4
and  operating the system. in addition, as users beccme )
tamiiiar withh the tools provided, demands Ffor 1ncCresssa

sl A,

capabiliti=zs wiil arise.

. COMCLUSION

Im thils chapter essentials ot gplamning tor

[
L
-+
it
i
m
ra R A

automation were 1ntroduced. While the methodology discusssaa
1= Ry No means the only planning tecnnigue., the intent was .

to provide a possible blueprint for plamn:ng for automaticn.

cchBAA

The pilot inpiementation discussed allows +or termination at
several points, discounting the project’'s risk. The earlw E
approach of piece—meal adopticon of 0A 1s no longer feasible. i
The planning group approach stresses the functiconal neeas 1
ang the matching of these needs to technologiczal
capabilities in order ta accampiish organizational i

objectives more eftectivel v.

&1
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VI. SuiinsRy

This thesis mas provided poth an introducticn to oftice

automation and a methodology tor rmplementation.

Finarnce Lenter has already made steps to automate 1ts ofrice

th

iy
rt

fl
¢

-

funchticns as is evident in 1ts myri1ad of persobhal computero.

st bware, word processorcs, and other electronic ottice
tool=.
Chapter II 1ntroduced the need for increased

productivity 1n  the office environment as well as the
technologies of oftice automation. Individual corporationcs
have differing needs and not all the technologies oOlscussed

=0

i
DYl

are required by all. UOnly by assessing the organizatiocn
the manager determine what 1s necessary to 1nocrease tne
effectiveness of his organmization.

il discussed the Navy Finance Center s mission

L=

Cnaptesr

And rganizcation. The introduction of fully 1ntegrateg

Q

[
+
-+,
-
()
1T

avtomation clearly crosses departmentai
resgonsiibi ity boundaries. In order to move toward a truiv
integrated office, organizational policy shouidg e
established concerning control and compatitbiiltvy ot ofti1ce
squlpment.

Chapter 1V reviewed two successtful implementations of

integrated office automation systems. Al though thev both

> N el bbb el A

.

o

L

2

et

el b o e’
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varrlsSd in the actual i1mplementation, Similarities

I
-
in
rt
1}
ju]

1n
now thev planned for the intrcguction of the svstems.

AN approsch that the Navy Finance Center could follow to
1mpiement & integrated offlce system was 1ntroducead  1nm

Chaprer /. A low—ri1sk approach involving pirlot systems 1

n

recommended  to avoid an inltially high overhead and ensur

1

1n
<
Ul
+
m
3
i

o

a
fu]
o
n
w
o
fuey
fo-
[y
r+
<
»

The organizcatignal assessment shoul

G

m

ce perftormed regardliess of the intent to automate. T

wrvey of how worik 1

1]

accomplished could aione 1ncreass

oraanizational efficiency bv brimging to iight bottieneck

U]

and deficiencies in current oftice procedures.

0

“+
-+

ice avtomation nat only 1involves 1ntrogucin
technical innovations into the otfice, but also the
integration and management of these i1nnovations to encure

that the information obtained ic timely and accurate. Tu

achieve a2 successful integration 1t 1s necessary

!
Q

establish control over the office technoloagles.

Like many computer-oriented technologies tre Un movemsn:
1=  young and confused, yet 1t has an enormous bus:oecss
cotential. Many corporations have decided to si1t pace 100
fear of automating their otfice because their new svstem mav
be guickly antiquated by something newer. However , a weli
planned addition of office svstems will take 1nto

consideration future growth and alleviate this fear.
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tZy FPrODUCT INTERVIEW GUiDE
Name L
Date L
Froauct

et S Ted

EMeENT

1d
o}

i. Usscrioe youwr work 1n accomplishing each task i1dentiri
on the wortksheet.

ACTIVITY CUESTIONS

£ in performing the activity described on the worksnest,
what inputs were required from other people’/ offices™

what from where how how long
(mail, etc.:’

]
L — — e e = o —_ = —— o ——— — - @ e e e e e e e - - — e e e e e e e
3
: I, Wwhich 1nputs listed in question #2 were critical for
vour continuing to progress i1n this activity?™

®
P—o
i
@ oo T e TTToTTmerm Tt
|
! S

L
3
. &5
3

®
]
. : <o » J
b . )
‘ . N 7‘._“.3 .. . . N § . - N = < A ..;._.',.....;A...._x.....\..;.‘g.u_..‘..:—j
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4. o what degree did vou have to ma
list=d 1m gQuestion %I To accomplis
neavy
5. Did vou experience anv problems o
wor k™
ves no

I+ ves, what was the cause and the

a. I+ clerical support type functions

you, why?

7. Can vyou estimate the extent tc which you used the ot

-

eguipment listed below™

Fouwrs ot use

typewr:iter

word processor
copier

telephone

tacsimile

dictation equipment

other (explain:

&6

_— b e m e ma e e e

WS W T WY WIS WXL N W TR T T YT TREY UL TRTAETWTE T TR TRTL —W
ipulzte the 1houT =
vour activity
moderate 11ight nons
deiavys 1n dAoing vouy
result™
were pgertormed Ov
ice
1
-,-,\_A-‘.‘.__,--x;-__ - - A.._"-'i
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J. Do vou maintain anv files on the proguct™?

.. vyes o no
I+ ves, +tor what purpose?
FRODUCT SafiisRy
7. Do you have anyv suggestions —— organizationsi .

procedural , or technological —-- for 1mprovement of
crcduct preparation™

yes no

if ves, wnat and how would 1t help

&7

- ~ = . . ..
[ I, A b AP S S ST e PO -\
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Name __ Years 1n present oosition
Titie __ Years with ocrganization
Otfice rull Time Fart Time (#hrs ;

1. Was your wotrkload during the study period:

lighter than normail

normal

heavier than normal

. s fAre vou now performing any administrative functions tnhat
L could be delegated toc a secretary if the support were

: ) available?

L typing posting i1ntormation
y i - : -

y proofreading preparing forms

c ... photocopying/collating  ___ math calculations
Q]

- _____ t+iling  _____ research

telephone coveraage maintaining oftice

S mail sorting/delivery business errands

| 4

-

oo composing letters, etc. using facsimile

k.

k.-

S taking dictation other (what™ _ =

68




. Can vou think of any repetitive activities you perform
(e.g., recordkeeping., math computations, data analvsis.
etc.) tnat cculd be done more effectively using
autamated tools?

INFORMATION/DATA SOURCES

4. What percent ot the information/data that you n:
duwring an average day is produced by:

i1}
m
a

7 vour office

% othir offices in your organization

% other government agencies (who? }

_____ % other sources (who? J

In what tormat do you usually receive this i1nformation?

% computer format

.

“ handwritten

“ typed

% other (explain: )

3. What percent ot the information/data that you need
during an average week 1s existing information in vour
organization that you must collect and reformat for vour
own use? 7

&9
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done ™

3. I+ you share csecretaries,
do they support t(excliuding yourself)?

when the secretary i1s absent,

o To what extent do you have problems receliving the

=

1nrormation 1n question S5 on a timely basis®™

very ofrten somet1mes

. Who proviaes most of your secretarial support?

my personal secretary
a secretary I share with athers
several secretaries 1 share with otners

no one, I do my own clerical work

(SKIF TO GQUESTION
What 1s the name(s) of your secretary(ies)™

wait for the secretary to return
request work elcewhere as a favor

other (explain:

70

B JORKIRI ] o,

how many other professionals

how do you get vour work

N NOATURRIRON ] S

LS
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her tirme™

does work assigned by me

catches up on work that has

does what needs to be done

do not know

support provided?

the average week™

_____ typing I

proofreading

photocopying/collating

_____ filing e

telephone coverage

mail sorting/delivery

composing letters, etc.

_____ taking dictation e

1@. when vou are ocut of the aoftftice for
now ooes your secretarviiies) usually spena his or

assigned temporarily to another work

a tull day or more,

backloaqged

works for other people he or she reqularly support

11. Does your secretary get assistance when wark gets
’_
o

12. How satisfied are you with the level of secretariail

very satisfied somewhat satistied
satistied not satisfied

1%, What are the five most critical functions the
administrative support staftf performs for you during

posting information
preparing torms
math calculations
research
maintaining office
business errands
using facsimile

other (what™ _ )

group/department




P A

14. row would vou descrioe vour need +or secretarilal ;
support™ }
_____ steady e —__ Peaks and valleys ;

3

If you checked peaks and valleys, when do peaks accur? ?
______ particular timel(s) ot day (why:* a
. . L . i

_____ particular day(s}) of week twhv? __ @
1

o particular monthi(s) (wnhy?®* ___ i ﬁ

unpredictable

]
L]
)
_|
T
..'
]
g
8
SN ¥

,_.
i

Puring the average week, do vou dictate?

I+ yes, vou dictate to:

16. What documenis do you dictate™

over 18 pages

17. 1+ you have access to dictation eguipment, but do not
use 1t, why?

18. Have you ever received dictation equipment traiming

ves, from vendor no

yes, from other source (who™ ) )

I+ yes, was it help+tul?

I T . T T
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Eé 17. wouid vou like to receive (additicnal) dictation
- trainming™
i‘ _____ vyes no
s Z@. 1 you do not currently have access to dictation
equipment, would you li1ke to use 1t7™
______ ves e oo {whvy __
TYFPING _REQUIREMENTS
21. What are your typing requirements during the weer”
typical week heavy weesh
i-% pages  _____ ____.
6-18 pages
11-1% pages  _____ e
28 or more pages
ZZ. What are the average number of typed pagecs 1n documents
you generate during the week?™
_____ 1 . 4-9 o ___ Z&-48
2= _____ 18-12 over 49

it a

5

haa s at e el Shatathe ettt S S A
. Py [

What percent
consists ot:

______ “ oorig
. Sstan
_____ % colu

Y% other

ot the typed work

1nal tent

dardiced text

mnNs of numbers ¢

% graphs/illustrations

(explain:

PSR S

statistical)

7 pre-printed faorms fill-1ins

you generate weekly

- .
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Z4. when yvou find secretarial errors yvouwr tvping, wWhat
usually heppens?

white—out 15 usead

retype entire page

retype corrections on original page .

write corrections by nand

. X

_____ othe+r (explaan: _______

evel of typing suppaort available to vou

typical week heavyv week

S

adeguate

not adeguate

i+ not adequate, why?

L . R

26. What percent of the work you submit for typing during
an average weelk 1is:
% typed by you

Z written completely by longhand

%“ dictated to a secretary

% dictated on eguipment

cut and pasted (including some longhand:

% computer generated

yﬁ-‘_-.vv{ e i e
P -

.

™.

% eutracted from previously typed material

other (explain: )

a
1P,

T
P
™~




£7. I+1 you type vourselt either 1n cratt or ti1nal torm. wWwny?

personal pretference

hasten turnaround time

secretary not available

other (explain: )

£8. Do revisionse cause problems in meeting tvpea materiai
deadlines?

very often sometimes

29. How satistied are you with the appearance of documentcs
leaving the office?

_____ very satisfied —___ somewhat saticst+iegd

_____ satistied e __ not satistied

I1f not satisfied, why?

0. For what percent o+ the work you submit for tvping
during an average week do you assign priorities’

% high priority (immediate attention)

7% standard (a day or less)

% low (next several davs)

% no priority assigned

Are priorities usually met?
ves no

high prioraty

cstandard

low

. e

5 V.
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FILING

whnat files do you regularlyv acceses?

active (regularly used by one or more 1ndividuals
contains materials relating to on-goling
activities)

inactive (regularly used by one or more
individuals: contains archival records?

other {(what™ )

Whc does the initial +filing™
active tiles 1Nactive tilies

I do

other professionals

my secretary

other secretaries

liho usually retrieves and returns materials to the
files™

I do

other professionals

my secretary

other secretaries

How often do you use file materials during the average
week?

active files inactive +i1lies

several times/day

once a day

—

Z or 3 times/week

once a week or less

'
- _.'AA.-
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35, 1s *t1le access a proolem?
______ ves R 1=
I+ yes, wny™
FHOTOCOFY ING_REQUIREMENTS
Z6. What percent of your photocopying during an aver age
weekx 1s done by:
_____ % you
_______ % ancther professiocnal
_____ “ secretarial statf
______ % duplication/print shop
_____ % other (explain: __________ )
7. Approximately how many pages do yvou copy or have cobiedg
+or you®
pages
typical weet:
heavy weet:
ZB. What is the total number of copies you usuaily make
or have made during a typical week™ __ capies
397. How satisfied are you with the quality of photocopiecs™
_____ very satisfied Y ___ somewhat satistied
______ satistied 0 __ not satisfied
, @
Y .
.
.
N
3
]
.
L
F
r
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41.

4z,

HOoW MUCh Of your wWoirk auring an average week 1%
distributea trorcughs:

W 1nternal mail witnin buirliding

hedioedeandd,

4~ 1tnternal mail outside building

n hand—-carried 1nside oftice

[ N

~ hand—-carried outside office

)

3 4

J.5. mail

P
y~—

%W tacsimile

4 cammErcial alr express

% other {(haw? )

On the average, how long does 1t take for you to recei1ve
documentes via 1nternal mail +{rom others™

less thamn a hal+f dav

one day

two days

e NERAC

other (how long? ;

If no, how do you compensate?

facsimile

hand—-carrvyling

other {(what? )

78
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what materlials S0 you usually nNot sena via internal
marl’™

for review, coordination

tor discussion

to hasten processing

other (explain:

79
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Name __ Years in present position _
’ ]
h miele oo o Years with organization ]
Gtfi1ce Full Time __ Fart Time _ _ (#his ..

1. Was vour workload during the study period: 4

lighter than normal ]

normal

heavier thanm normal

of
¢
2. Can vou think of any repetitive activities you pertorm
(e.g., recordkeeping, math computations, data analvsic,
etc.?) that could be done more effectively using
auvtomated tools?
_____ yes e ___ nao ?
1+ yes, please describe. -y
U
al
R
. How many pecople do you provide the following support to™ ;
R
number of people 'i
i L ®
_____ secretarial Jadministrative support -
_____ telephone coverage
Who 1s primary support grovided to>® _ R

3 4, Do you feel the people you support are aware of how -9
much work you have? 4

usually somet1mes rarely '.

80
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a 5. what are the fi1ve most critical +tunctions the

5.
7.
l’.
I
o
3
)
'
.
,
,
L
i
o
.
!

administrative suoport stat+ pertorms for yvod during
the average week™

Tvoing posting 1nformation

taking dictation preparing +orms

photocopving/collating math calculat:ons

fili1ng research

ce

et

telephone coverage malittaininag off

____ mail sorting/delivery business errands
. ___ ctomposing letters, etc. using facsimile
transcribing octher (what™ }

How would vou describe your workload™

peaks and valleys

I+ you checked peaks and valleys, when do peaks occur ™

_____ particular timel(s) of day (why? _____ __ _____ .1

_____ particular day(s) of week (why?®

particular month{(s) (why? - )

urnpredictable

Who usually prioritizes yvour work™

person I primarily support

all the people I support

secretarial supervisor or head secretary

_____ other (explain: ___ )

81
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¥ vou recelve assistance wnen your work gets
logged, how are other secretaries asked for heip?

_____ i don’ 't get any assistance

_____ I ask them

_____ head secretary asks them

_____ person(s) 1 support asks them

other {explain:

. row often does yvour work get backloaged toc the extent
that extra assistance 1s required?

_____ very often (once a week or more)
_____ oftten (several times a month)
_____ occasionally (every few months)
_____ rarely (several times a year)
id. When the people you work for are out of the office on
business for a +ull day or more, how do you usually

spend your time.

_____ I do work assigned by the people I regularily
support

_____ I catch up on work that is backlogged
_____ I do what I feel needs to be done

_____ I am assigned temporarily to another work
group/department

11. Does someoune else handle your work when vou are
on vacation or absent?

usually sometimes rarely




r—\.'""v—‘-""i"‘rr*““*"' DL A O s T A B A e, T DM S G . A N P e D

12. Do vou maintain a proceduwres book detailing vour
csecretarial responsibilities™

_____ yes ____ no

ves na don t know . 4
I+ you keep a procedure book, o o ]
could 1t be i1mproved? d
Do vou follow i1t regularly? e ___ e ’
Could another person use it :
to do your work? o o J
Does the personi{(s) vyou i

support review 1t periodically?

153. How many hours do you work overtime during a typical

week? _ hours 3

-

DICTATION !

14. Do you take dictation? :
ves no '

—_—_— b —————

15. Do you have acces

U1}

to transcription egulipment?
ves no

I+ yes, do you use the transcription eguipment?”

ves no (why? }

16. What is vour reaction to transcribing from eauigment?
never used 1t like 1t dislike 1t

I+ you dislike, why™

1
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TYEING

On what ki1nd of equipment do vou now do vour tyoing

do not type

tvpewrliter

What 1s your total typing output during a week?

typical week heavy wesek

11-1% pages

Z® or more pages

What are the average number of pages in documents vou
typed during a week”

What percent of your weekly typing consists of:

% original text

% standardized text

% columns of numbers (statistical?

“ pre—printed forms fill—-1ns

% graphse/illustrations

7. other (explain: )

When you find typing errors y ar work, what usualiv
happens?

white-out is used

retype entire page

retype corrections on original page

word processor (manufacturer & model J

“‘"
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|
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Wnat
week 15

fu

Ly
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i

%

A
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average

sat

v,

A ather

percent

For what percent of the work

icfied are you with the appearances of
tvpe when they leave the office™

very
satisfied

I+ not satisfied,

How 1nterested are you
a word processor”™

[ very interested

1nterested

L;-.‘ N .,L_.A_'.'A.,'- ot e ..._AA"__A' PR S L Y o~ - :

> write corrections by nand

texplain: i

ot the worli
submitted:

vou type during an

written completely by longhand
dictated to you
transcribed

cut and pasted {(including some longnang!
computer generated

previcusly typed

other (explain: )

you type during an
week has a priority been assiagned™

high priority (immediate attention)

standard (a day or less)

low (next several days)

no priority assigned

document=

satisfied somewnat satis+ieg

not satisfied

why?

1n using (or learning to use:!

somewhat i1nterestea

1

_____ not interested »q
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ilss do you regularly access?

active (regularly used by one or more individuals
contains materials reiating to on—-going
activities)

imactive (regularly used by one or more
individuals: contains archival records)

vino does the initial +iling?
active fti1les inactive ti1les

1 do

proftessional (s} 1 support

other professionals

other secretaries

Wno usually retrieves and returns materials to the
files™

-+
™
-
Y
m

active tiles inactive

I do

protessianal (s) 1 support

other professiaonals

other secretaries

I+ you abtain and return materials, how often®
active tiles inactive fiies

several times/day

ocnce a day

2 or 3 times/week

once a week or less
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3B, Is file access a probliem?

PHOTOCOFY ING

3i. Approximately how many pages do you copvy?
pages
typical wesk

heavy weei

—_—

TZ2. What i1s the total number of copies you usually make

during a typical week™ _____ caopies |
Z53. How satistied are you with the quality ot photocopies
yvou make™

_____ very satisfied e __ somewhat satisfied
_____ satisfied we—o__ not satisfied
DISTRIBUTION

34. How much of your work during an average week 1s
distributed through:

“Z internal mail within building

“ internal mail outside building

.
=~

hand-carried inside office

.-f:v‘.vA‘..qf."'V — v—-v.-‘ :.

g
~N

hand—-cartried autside office

]

—
)

7 U.5. mail

% tacsimile

B A 2 mn o
.
o~

commercial air express

% other t(how? )
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b~
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8 .
B 23. On the average, how long are the districution 11sts vou R
- use’
2 |
7 1 do not use distributicn lists i
F -
_____ 1-4 addresses
_____ 7—-10 addresses
p _____ over 1@ addresses

I6. How often do you use your distribution lists?

1'(

-4 times a week or more

v

|~ §

1 or 2 times a week

aonce or twice a month

less than once a month

]
(]
[w}
~
Q
[
o
1}
3
i
n
p1}
3
]
~
E]
u
ort
11}
3
=t
s1]
et
"
o+
0
[w}
+
pa g
11}
B
]
-+
-+
s
n
m
n
-
L

I+ ves, on the average how often and where®

-_—

R

8. Do you use facsimile equipment? ﬁ
_____ YES ee___ no ;

1f yes, on the average how many pages do you send and. or E
receive each week? Q
_____ pages sent e __ pages received ,1

¢

T AR




i. How many houirs a week do yvyou dsually use the word
pirocessor’y

# hours

very difficult

S Who trairned you initially to use the word processor™

4. Do you keep a paper copy of materials stored on cards,
cassettes, diskettes, or disks?

=. I+ you have access to a word processor but do not use
Y
it, why?

T ———
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